FREQUENTLY ASKED QUESTIONS 
Project Room Key 
- A collaboration with the hospitality sector to save lives 


“Do it and do it now. Err on the side of taking action.” 


— Bill Marriott 


What is Project Room Key? 

Project Room Key is a collaborative effort by the State, County and the City of Los 

Angeles to secure hotel and motel rooms to provide a way for neighbors who don’t 
have a home to heed the County Health Order to stay inside and be protected from 
the spread of Coronavirus. 


Tens of thousands of people are experiencing homelessness in our County. During 
the pandemic, the elderly and medically compromised among them are particularly 
vulnerable to becoming critically ill and dying if they are exposed to the virus. Not 
only are lives at risk, but our hospitals could be overwhelmed if the virus spreads in 
this fragile population. 


Why should I participate in Project Room Key? 

Project Room Key is an opportunity for the hospitality industry to step up and save 
lives. A chance to convert its values of welcoming and serving people into a life- 
saving endeavor. Recognizing how hard the crisis has been for this sector, the 
program also offers economic relief for the hotels and motels who participate 
through these business transactions. We see an opportunity for mutual business 
and public health benefits to your voluntary participation in the program. We want 
to support you, So you can support us. 


What are the business terms? 

The County will enter into an Operating Agreement with your hotel or motel for a 
90-day period, with options to extend. The County will pay your hotel a reasonable, 
agreed-to daily rate based on actual occupancy at the hotel. At the end of the term 
of the Agreement, the County will return the property to you in the condition it was 
received in. 


The hotel’s services, among others, will include: 
e Standard housekeeping & janitorial services 
e Laundry service 
e Check-in / desk service 


Who will be staying at the hotel? 

Your hotel rooms will be temporary shelter for individuals who are 65 years of age 
or older, who are medically compromised, or who otherwise are at risk of serious 
illness and death due to COVID-19, and who are experiencing homelessness. 
Guests are not COVID-19 symptomatic and are screened a minimum of twice daily 
for symptoms. 


What services will the County provide? 

The Los Angeles Homeless Services Authority (LAHSA) will contract with a service 
provider experienced in working with people experiencing homelessness to operate 
this program at your hotel. Staffing will include a Client Services Manager, Case 
Managers and Residential Monitors overnight. These social services professionals 
will offer support and care to guests, responding to needs as they arise and 
connecting guests with external (telephonic) resources as necessary. They will 
monitor guest behavior to ensure program rules are followed, provide daily mental 
health and wellness checks of guests, and respond to crises that might arise. 


Who is responsible for security? 

The County will contract for private security services and will provide your hotel 
with security personnel 24 hours per day. The County will provide one professional 
security guard for every 50 rooms. In addition, County workers and staff from non- 
profit homeless services providers will supplement this third-party staffing at your 
hotel, monitoring the guests and enhancing the safety of the property. 


How will meals be provided? 

The County will independently contract with a food service vendor who will deliver 
guests with three meals a day. County or contracted staff will assist in delivering 
these meals to guests’ rooms. 


What if guests have a mental illness or behave erratically? 

These are challenging times for all Angelenos as we confront fears about our health 
and the difficulty of living apart from each other. The service provider on-site at 
your hotel has experience working with people who could face mental health 
challenges or otherwise struggle during these times. It will have staff on-site 24 
hours a day with the skills to de-escalate agitated situations. These staff will 
employ crisis intervention techniques that can effectively and successfully defuse 
heightened emotions. 


Is there any screening of guests? 

An on-site healthcare provider will screen all guests at least twice daily for COVID- 
19 symptoms and provide assistance if a higher level of care is required. Guests 
staying at your hotel are people experiencing homelessness who are older than 65 
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or have complicating medical conditions, like respiratory disease, heart disease, 
cancer, diabetes, or are immunocompromised. Guests who meet these criteria will 
be referred by homeless service providers and others serving the community; no 
walk-up guests will be permitted. The program’s focus is to help as many 
vulnerable people as possible to shelter inside. 


How will guests be expected to behave? 

Guests staying at your hotel as part of this program will be expected and reminded 
to treat the property, the staff, and the other guests with respect. Upon arrival, 
staff will review the rules and and standards of behavior for your property with 
guests. Guests will be expected to keep their room orderly and free from debris. 
Those who are not part of the program will not be allowed to visit guests. Alcohol 
and drugs will not be permitted on the hotel property. Acts of actual or threatened 
violence will result in immediate termination from the program. 


Will hotel staff be safe from COVID-19 infection? 

In addition to guests, the on-site healthcare provider will screen all hotel staff and 
vendors before they are allowed to enter the hotel and on a regular basis 
throughout the day. Screening verifies that staff is healthy and helps to ensure that 
vulnerable guests stay safe. To protect both staff and guests from possible 
infection, social distancing will be practiced and hotel staff interaction with guests 
will be minimized. 


Will guests be allowed to leave their rooms or congregate? 

The goal of Project Room Key is to offer those who are experiencing homelessness 
and are vulnerable to COVID-19 a place to shelter inside as mandated by the 
County Public Health Order. Guests are expected to abide by the Health Order, 
which means only leaving their rooms to engage in critical activities, like going to 
the pharmacy or grocery store, taking a walk, or visiting the doctor. Guests are 
allowed to engage in these activities from the morning until no later than 10 PM 
and are educated in the need to practice social distancing when outside of their 
rooms. Congregating with non-household members won't be allowed. 


How will check-in/out be handled? 

Your hotel should follow its normal check-in and check-out procedures so that the 
County can be billed appropriately for occupied rooms. The on-site service provider 
will lend assistance to any guest that needs support with that process. At guest 
check-in and check-out, hotel staff will inspect each room, accompanied by the on- 
site service provider, to document and confirm its condition. 
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What happens if there is damage to a room or hotel property? 
The County will be responsible for the cost to repair damage to the room or hotel 
property caused by guests, the County or its vendors. 


How will Transient Occupancy Tax (TOT) be paid? 
The County will be responsible for the cost of any Transient Occupancy Tax (TOT) 
charged to the hotel. 
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